Reaching breaking point: a Constructivist Grounded Theory of service users' understanding of crisis by Watson, Ross
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No. Author(s) Aim Participants Method (design, data 
collection and analysis) 
Findings Comments Quality 
1 National Audit 
Office (NAO) 
(2008) 
 
Conducted in the 
UK (England) 
 
Service Setting: 
CRHT teams across 
England  
To examine service 
user and carer 
experiences of CRHT 
services and consider 
the implications for 
future service 
development. 
No specific participant 
information provided.  
 
Service user participants 
formed three of six focus 
groups.  
 
Service user and carer 
satisfaction survey data 
were collated to inform 
framework of data. 
The NAO gathered all 
available satisfaction survey 
documentation on 29 CRHT 
teams across England.  
 
Six focus groups were 
conducted by an advisory 
service (three with service 
users and three with carers). 
 
NAO performed secondary 
analysis on data provided by 
MIND (a number of focus 
groups exploring service users’ 
experiences of in-patient 
services between 2004 and 
2005).  
 
Transcript data from focus 
groups were used as additional 
data and along with survey 
material, were analysed using 
framework analysis.  
Key elements of CRHT 
interventions included 
personal engagement, 
practical help, level of 
involvement and 
information-giving. 
 
Key factors affecting 
service users’ experiences 
of CRHT included 
continuity of care (e.g. 
knowing which staff 
members will visit), phone 
contact, the home as a 
context for care and the 
team’s capacity to deliver 
a service appropriate to 
needs of service users (e.g. 
brief visits or a focus on 
medication rather than 
practical support).  
 
 
No evidence of reflexivity. 
 
Little information provided 
on service user sample, how 
they were recruited (e.g. 
inclusion criteria not 
described) or how focus 
groups were facilitated and by 
whom. 
 
No evidence of having 
received ethical approval or 
informed consent obtained. 
 
 
7/20 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Most criteria scored 0 apart 
from Aims, Study Design, 
Data collection, Analysis & 
Discussion 
2 MIND (2011) 
 
Conducted in the 
UK (England & 
Wales) 
 
Service Setting: 
CRHT teams across 
England & Wales 
To conduct an inquiry 
into the state of acute 
care in England and 
Wales. 
Approximately 350 people 
responded to a call for 
evidence. The majority of 
respondents included 
service users with 
experience of acute and 
crisis care, as well as 
family members and staff 
members. 
MIND commissioned 
independent panel (which 
included three individuals with 
experience of using mental 
health services) to carry out 
inquiry. They held a call for 
evidence (hosted on website 
and promoted via networks), 
held seven hearings (which 
included experts by experience, 
crisis team staff and 
representatives of other 
organisations). The panel 
members and MIND staff also 
visited a range of services, 
groups and individual experts. 
Positive experiences 
reported (friendly, caring, 
team responding to little 
changes in mental health) 
and negative experiences 
(capacity of teams, 
effectiveness of their help, 
difficulties making 
contact, lack of continuity 
and consistency of staff 
involved in care of service 
user).  
 
Crisis houses were seen as 
calmer and more personal 
than in-patient units. 
No evidence of inquiry 
having received ethical 
approval or informed consent 
obtained. 
 
Unclear of the service user 
representation from the 
sample or any information 
regarding the service user 
sample (e.g. ethnicity, gender, 
age). 
 
Unclear how data were 
collected and analysed. 
 
Not all quotes are identified 
as provided by service users 
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therefore difficult to ascertain 
if reports are from a service 
user, carer or family member.   
 
Not all themes are 
substantiated by direct quotes 
meaning the reader is only 
privy to the interpretation of 
the author(s). No evidence of 
reflexivity. 
 
 
 
 
 
Most criteria scored 0 apart 
from Aims, Literature 
Review, Study Design, 
Sampling & Discussion 
 
3 Karlsson, Borg & 
Kim (2008). 
 
Conducted in 
Norway. 
 
Service Setting: 
Single CRHT team 
To explore the 
processes within and 
examine the 
development of, 
CRHT teams as well 
as service users’ 
experiences of the 
CRHT team. 
Seven service users (five 
women and two men), who 
were included on the basis 
of having had contact with 
the CHRT service at least 
twice in last year, ended 
contact within last six 
months, had been 
hospitalised at least twice 
in last five years and had 
experience of a severe 
mental illness. 
Qualitative retrospective study 
design.  
 
In-depth interviews; data based 
on verbatim transcriptions from 
interviews. 
 
Data analysed using 
hermeneutic content analysis. 
Three themes derived 
(‘Sense of Control’, 
‘Opportunities for 
Participation’, ‘Being 
Seen and Heard’). 
 
Service user control, 
participation and dignity 
are especially important in 
crisis resolution. 
 
Authors discuss 
framework for 
development of CRHT 
which includes using 
knowledge of how CRHT 
works from service user 
perspective and 
understanding service 
users’ experiences and 
views of receiving CRHT 
care.  
Unclear how participants 
were recruited and study does 
not provide demographic 
information therefore results 
may not be generalisable. 
 
No evidence of study having 
received ethical approval or 
informed consent obtained. 
 
No evidence of reflexivity or 
reliability/validity processes.  
 
Some integration of findings 
into framework for the 
development of CRHT teams 
although authors don’t 
discuss the findings in much 
depth. 
12/20 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Most criteria scored 0-1 
apart from Aims, Literature 
Review, Study Design & 
Analysis 
 
4 Middleton, Shaw, 
Collier, Purser & 
Ferguson (2011). 
 
Conducted in UK 
(England). 
 
Service Setting: 
Nine CHRT teams 
across a mixed 
urban/rural 
population 
To investigate the 
experiences of 
receiving care from a 
CHRT. 
36 service users newly 
referred to a CHRT within 
two-week census period 
(13 males with a mean age 
of 42.9 years; 23 females 
with a mean age of 44.3 
years).  
User-led qualitative research 
(people identifying themselves 
as having significant 
experiences of receiving care 
from mental health services or 
of providing care).  
 
Series of focus groups attended 
by service users and carers 
identified semi-structured 
interview schedule. Three 
interviews were not audio 
Service user researchers: 
six themes denoting 
experiences as positive 
(e.g. reassurance, practical 
support). Four themes 
denoting experiences as 
negative (e.g. lack of 
continuity, unhelpful 
attitudes). 
 
Post-doctoral social 
scientist: Three 
Conclusions drawn from 
findings enhanced by 
triangulation.  
 
Not clear how participants 
were recruited.  
 
No evidence of informed 
consent obtained. 
 
No evidence of consideration 
of limitations of study or 
15/20 
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recorded (e.g. due to 
unsatisfactory recording or 
inadequate service user views 
captured in interview).  
 
Transcripts analysed by two 
parallel processes (one by 
group of service user 
interviewers; other by post-
doctoral career social scientist. 
Broadly defined grounded 
theory (avoiding a priori 
assumptions) approach used. 
overarching themes 
(‘Safe’, ‘Accepted’, 
‘Understood’) 
 
Contact with CRHT was 
perceived as helpful if 
resulting in experience of 
feeling understood and 
unconditionally accepted. 
Contact was unhelpful if 
this experience was 
undermined in any way. 
 
Authors observed that 
having service users as 
interviewers led to 
participants giving full 
accounts. They discuss 
elements of helpful 
relationships as the 
therapy. 
recommendations based on 
the findings. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
All criteria scored between 
1-2 
5 Agar-Jacomb & 
Read (2009) 
 
Conducted in New 
Zealand. 
 
Service Setting: 
Urban inpatient unit 
To explore the crisis 
needs of service users 
and level of support 
for alternatives to 
hospitalisation. 
78 service users discharged 
from an urban inpatient 
unit completed 
questionnaires (32 male, 
43 female; ages ranging 
from 23 to 69 years; mixed 
ethnicity of sample 
representative of 
population; number of 
previous hospital 
admissions ranged from 
one to more than ten 
admissions).  
 
Ten service user 
participants were selected 
via the questionnaires for 
interviews, using criterion 
sampling (i.e. range of 
views about desirability of 
alternative to 
hospitalisation; balance of 
ethnicity and gender; 
Qualitative and quantitative 
retrospective study design.  
 
500 consecutively discharged 
service users from an urban 
inpatient unit were sent open-
ended questionnaires, which 
asked about their experience of 
staying in hospital and what 
they would consider important 
to help them with a similar 
crisis in an alternative place. 
Other questions drawn from an 
adapted Patient Request Form.  
 
Semi-structured interviews 
were similar to questionnaires 
but with probes (e.g. 
experiences of crisis). First 
author primary interviewer and 
Maori Clinical Psychology 
student interviewed Maori 
participants.  
Six main themes derived. 
 
What service users 
reported that they needed 
when in crisis is to be in a 
safe, pleasant environment 
and to have a break; to 
receive respect, holistic 
support and understanding 
and to be able to talk 
about what’s going on; to 
be given choices and to 
have a sense of autonomy 
and involvement in 
support plan. 
 
 
No annotations by quotes to 
contextualise them, meaning 
the narrative feels disjointed.  
 
No evidence of study having 
received ethical approval or 
informed consent obtained. 
 
Authors recognise influence 
of researcher on interviews 
and data analysis may affect 
validity of findings.  
 
Representative sample. 
16/20 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
! ! "#$%&'(!)*'+!,*&(-./0&1-*!
! 2;!
service user 
representation).  
 
Interview sample (four 
male, six female; ages 
ranging from 23 to 51 
years; sample 
representative of 
population as above and 
number of admissions as 
above). 
 
Participants (n=52) given 
opportunity to feedback on a 
proposal for a residential crisis 
service. 
 
Themes were drawn from 
questionnaire and interview 
data. Data analysed using 
thematic analysis. 
 
 
 
 
 
 
 
Most criteria scored 
between 1-2 apart from 
Research Governance 
6 *Hannigan (2010 & 
2012) 
 
Conducted in the 
UK (Wales) 
 
Service Setting: 
Single, 
interprofessional 
CRHT service in 
Wales 
The study set out with 
four objectives, one of 
which was relevant to 
this systematic review: 
to examine the receipt 
of crisis care and the 
service user 
experience. 
Four people with past 
experience of using the 
CRHT were purposively 
sampled; identified by the 
CRHT as individuals 
whose crisis care had 
ended and were able to 
give informed consent.  
 
No information on other 
inclusion criteria or how 
those participants were 
selected. No demographic 
information provided. 
Ethnographic case study, 
single, embedded design.  
 
Four service user participants 
considered as the smaller 
embedded units of analysis 
within the larger organisational 
case studied (CRHT).  
 
Data collected via semi-
structured interviews. 
Interview data transcribed in 
full and transcripts checked for 
accuracy. Two interviews not 
audio-recorded although 
unclear if these two were part 
of the service user interviews. 
Detailed, contemporaneous 
notes taken instead. 
 
Data were analysed using a 
dedicated qualitative data 
analysis software package 
(Atlas.ti). 
Service users’ reported 
positive experiences (e.g. 
availability of staff, 
feeling safe, receiving 
practical support, having 
someone to talk to) and 
unwelcome system effects 
(e.g. different staff 
visiting, limited control of 
medication regimen, sense 
of staff being intrusive) 
Reliability and validity 
considered but no evidence of 
reflexivity.  
 
Rigor demonstrated by 
checking accuracy of 
transcriptions. 
 
No discussion of findings 
relating to examination of 
service user views or how we 
might integrate findings into 
existing literature to suggest 
how this study has further 
developed our understanding 
of service user experiences. 
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Most criteria scored 
between 1-2 apart from 
Discussion 
 
 
7 Lyons, Hopley, 
Burton & Horrocks 
(2009). 
 
Conducted in UK 
(England). 
 
Service Setting: 
Advocacy 
To gain an 
understanding of how 
service users and 
carers define a crisis 
and what range of 
services they 
considered appropriate 
alternatives to hospital 
admission.  
Stakeholders as 
participants (service users, 
carers, staff, managers, 
service commissioners).  
 
Service user sample 
recruited via individual 
letters of invitation and 
mail shots to voluntary 
Interactive research 
methodology (rooted in 
participatory action research).   
 
Public consultation over 16 
week period informed the 
development of a postal 
questionnaire. 
 
Three main themes: 
‘Definition of Crisis’, 
‘Access to Services’ and 
‘Suggested for Services’.  
 
Service users reported that 
they were unable to access 
timely support to prevent 
an escalation into a crisis, 
Rich source of data extracted 
from various methods of data 
collection. 
 
No evidence of informed 
consent procedure.  
 
Unclear the exact number of 
service users involved in the 
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Organisation (26 
participants were 
receiving inpatient 
treatment at the 
time of the study). 
organisations. 141 service 
users completed postal 
questionnaires.  
 
Lancashire Advocacy 
carried out ten independent 
meetings with service users 
and carers (63 in total). 
Three meetings were held 
with 26 service users. 
 
188 service user and carers 
in attendance across 14 
service user and carer 
meetings.  
Qualitative data collected via 
postal questionnaires (424 sent 
out and 220 received) and 
group discussions (which were 
not audio recorded due to 
practical difficulties) and 
comprised of qualitative 
responses from questionnaires, 
written reports of meetings, 
and detailed notes from group 
discussions (e.g. flip chart 
notes). 
 
Group discussions held initially 
followed by postal 
questionnaires, which mainly 
mirrored content of group 
discussions. Questionnaires 
scrutinised by panel consisting 
of services users and carers.  
 
Data transcribed and managed 
by authors using interactive 
and reflexive process; 
transcripts checked against raw 
data. Data analysed using 
thematic analysis. 
that services needed to be 
flexible and that the access 
criteria for CRHT services 
is stringent.  
 
Having immediate access 
to someone, to talk to who 
believes what you’re 
saying, was valued as 
important during a crisis.  
 
 
study nor what the inclusion 
criteria were. No 
demographic information 
provided.  
 
Unclear how stakeholders 
were involved in the data 
collection process as 
described.   
 
No evidence of reflexivity-
authors are responsible for 
reconfiguration of services so 
in what way did their role 
influence their interpretation 
of results? 
 
Interactive approach is an 
emerging methodology and 
not yet fully tested. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
All criteria scored between 
1-2 
 
 
8 Taylor, Abbott & 
Hardy (2012). 
 
Conducted in the 
UK. 
 
Service setting: 
Single CRHT team 
To investigate the 
experiences and views 
of service users and 
their perceptions of 
the quality and 
effectiveness of the 
CRHT service. 
392 people who had been 
referred to the CRHT 
service between Dec 2003 
and Mar 2004, were 
contacted. 65 people 
initially responded but only 
49 provided detailed 
information.  
User-led service evaluation 
(retrospective qualitative study) 
conducted by group of service 
users belonging to local mental 
health group.  
 
Data collected by service user 
group via open-ended 
questionnaires (serving as 
interview schedule), face-to-
face and telephone, semi-
structured interviews. Audio 
records of interviews not 
transcribed but detailed 
systematic notes taken by 
repeated playing of tapes. 
 
Two key dominant 
themes: importance of 
good communication 
(good listening skills, 
empathy, acceptance, 
respect) and continuity in 
patient-professional 
relationships. 
 
Authors comment that 
what service users want 
from services and what 
they receive continues to 
be an important area for 
inquiry. 
No evidence of informed 
consent procedure.  
 
Unclear if sample is 
representative as no 
demographic information 
provided for participants. 
 
 
Service users’ carried out 
study but no consideration of 
how their experiences may 
have shaped process of 
interviews and their 
interpretation of findings. 
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Thematic analysis utilising 
grounded theory approach. 
Themes discussed with wider 
service user group to contribute 
to final analysis. 
 
All criteria scored between 
1-2 
 
 
9 Gilburt, Slade, 
Rose, Lloyd-Evans, 
Johnson & Osborn 
(2010). 
 
Conducted in the 
UK. 
 
Service Setting: 
four Crisis Houses 
across voluntary 
and statutory sector; 
one brief admission 
unit; one hospital 
service 
To explore patient’s 
subjective experiences 
of residential 
alternatives to hospital 
and traditional 
hospital services. 
Purposive sampling. 40 
current patients in 
residential services. No 
demographic information 
given about the sample 
other than 16 identified 
from ethnic minority 
groups.  
Participants recruited from four 
crisis houses, one brief 
admission unit and one hospital 
service. 
 
In-depth interviews conducted 
in respective alternative 
residential settings.  
 
Data audio recorded, 
transcribed and analysed using 
thematic analysis.  
Ten themes were 
identified that indicated 
overall preference for 
alternative residential care 
(e.g. based on experiences 
of having greater freedom 
and feeling safe). 
Unclear why relationships 
were viewed as important. 
This is not clearly inferred 
from the findings. 
 
Some quotations poorly 
integrated. No evidence of 
reflexivity. 
 
Only the abstract mentions 
the number of participants.  
 
Unclear how informed 
consent was obtained.  
 
Findings tested for validity.  
17/20 
 
 
 
 
 
 
 
 
 
 
 
Most criteria scored 2 apart 
from Literature Review, 
Research Governance & 
Reflexivity/Trustworthiness  
 
10 **Hopkins & 
Niemiec (2006 & 
2007). 
 
Conducted in UK 
(England). 
 
Service Setting: 
Home Treatment 
service of Crisis 
Assessment and 
Treatment Service 
(CATS) 
 
 
To develop a service 
evaluation 
questionnaire based on 
what aspects of 
contact with crisis 
services was most 
important to service 
users. 
13 service users took part 
in the Delphi study (what 
was most important while 
receiving the home-based 
treatment service) and 
generated 135 questions. 
Seven themes were 
identified from these 
questions using thematic 
analysis. 
 
21 service users agreed to 
take part in semi-structured 
interviews. 
People were contacted who 
been treated at home during 
initial 16 months of team’s 
existence. 70 people agreed to 
participate. 
 
Two-stage modified Delphi 
study used to generate a range 
of evaluation questions. 
Themes extracted from 
questions provided framework 
for semi-structured interviews, 
carried out by service users 
belonging to local service user 
group. The content of 
interviews further enriched the 
data. 
  
Data from Delphi study 
analysed individually and then 
reflexively by small group 
coordinating study. Thematic 
Seven themes were 
derived from a final 
analysis, which formed the 
basis for the development 
of the service evaluation 
questionnaire. 
 
Service users reported that 
what was important to 
them was timely access to 
services that were readily 
available to them, 
clinicians who were aware 
of their crisis story, being 
listened to with respect, 
being offered the 
opportunity to negotiate 
their care and to receive a 
smooth transition to other 
services.  
No evidence of informed 
consent obtained. 
 
No information provided on 
the service user participants 
(e.g. gender, ethnicity, age). 
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analysis of the interview 
transcripts occurred. 
from Literature Review & 
Research Governance  
 
11 Weich, Griffith, 
Commander, 
Bradby, 
Sashidharan, 
Pemberton, Jasani 
& Singh, Bhui 
(2012). 
 
Conducted in UK 
(England). 
 
Service Setting: 
Three Home 
Treatment teams 
within a single 
Primary Care Trust 
To examine factors 
that impact on the 
experience of severe 
mental illness and use 
of acute mental health 
services. 
Sample selected using 
typical case sampling 
method.  
 
40 service users (22 male, 
18 female) residing in 
inner-city wards were 
approached at the time of 
their discharge to CRHT. 
Sample comprised of 
White (n=16), Black (n=8) 
& South Asian (n=16) 
ethnicity 
Pilot interviews (n=5) 
informed topic guide for 
qualitative, in-depth interviews.  
 
Data analysed using thematic 
analysis. Transcription and 
coding of data began during 
interview phase. Saturation 
indicated end pint to sampling. 
NVivo 8.0 used to organise 
data. Coding framework also 
developed by authors.  
 
Pathways to care model used as 
theoretical framework.  
On the whole, service 
users’ reported positive 
experiences of home 
treatment compared to in-
patient care, associated 
with the appreciation from 
staff of the environment 
service users live in; 
showing understanding 
and listening, despite 
language barriers; treating 
service users with respect. 
 
Help seeking strongly 
influenced by person’s 
efforts to formulate an 
understanding of their 
difficulties. 
 
Black and South Asian 
service users less likely to 
view their problems as 
psychological.  
Participants met inclusion 
criteria if they had a clinical 
diagnosis of a psychotic 
disorder. 
 
No evidence of reflexivity 
(e.g. the ethnicity of the 
researchers and how this may 
have influenced the interview 
process and interpretation of 
findings.) 
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Most criteria scored 2 apart 
from 
Reflexivity/Trustworthiness 
& Discussion  
 
12 Goldsack, Reet, 
Lapsley & Gingell 
(2005). 
 
Conducted in New 
Zealand. 
 
Service Setting: 
Single Home Based 
Treatment service 
To utilise service user 
experience of home 
based treatment to 
develop understanding 
of how practices 
might promote 
recovery.  
12 service user participants 
were selected using 
purposive sampling, in 
order to gain representative 
views (e.g. ethnicity of 
sample representative of 
population using services). 
 
Three quarters of the 
sample were women, ages 
ranging from 21 to 48 
years; two were 
experiencing their first 
episode of mental illness 
and the length of 
involvement of home 
based treatment varied 
between three to 44 days 
Qualitative in-depth interview-
based study, focused on one 
home-based treatment team. 
 
Interviews were audio 
recorded, transcribed and then 
narrative and thematic 
techniques were used to 
analyse data, supported by a 
qualitative data analysis 
programme (N*VIVO). 
Four key themes were 
derived.  
 
Service users were 
positive about their 
experiences of the home-
based treatment service 
(e.g. in relation to the 
availability of the team, 
their flexible working, 
treating people as 
individuals by including 
them in decisions, 
providing practical help, 
advice and information, 
connecting people with 
other services and 
conveying hope and 
Difficult to generalise 
findings given study focussed 
on one home based treatment 
team and taking into account 
cultural factors that may 
affect service users’ 
experiences of using crisis 
services.  
 
No evidence of reflexivity. 
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Most criteria scored 2 apart 
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encouragement about the 
recovery process). 
from Discussion 
13 Khalifeh, 
Murgatroyd, 
Freeman, Johnson 
& Killaspy (2009). 
 
Conducted in UK 
(England). 
 
Service Setting: 
Across four CRTs 
within two inner 
city boroughs  
To explore the 
experiences, treatment 
preferences and unmet 
needs of mothers of 
dependent children, 
treated at home in 
response to an acute 
mental health crisis. 
Purposive sampling to 
recruit female participants 
treated by CRHT services 
in last 18 months and 
partial responsibility for a 
child younger than 18 
years. 
 
Sample consisted of 18 
mothers, ages ranging from 
21 to 60 years of age, of 
White (n=12), Black (n=3) 
and Asian (n=3) race. The 
number of dependent 
children ranged from 1 to 
4, with the childrens’ ages 
ranging from 0-1 to 18 
years. Half of the 
participants were single 
parents. 
Qualitative study design.  
 
Participants identified through 
CRHT staff, within two inner 
London boroughs.  
 
Data collected via semi-
structured interviews; the topic 
guide based on previous 
research in the area as well as 
the aims of the study.  
 
Interviews were audio 
recorded, transcribed and 
analysed using content 
analysis, with the support of a 
qualitative data analysis 
software (QSR N6 NUD*IST). 
Four key themes 
pertaining to Mothers’ 
experiences of home 
treatment. 
 
Most preferred home 
treatment to hospital 
admission although those 
admitted to a crisis house 
rated that experience 
higher than home 
treatment due to parenting 
issues. 
 
Positive aspects of the 
home treatment service 
were related to their needs 
as service users (feeling 
safer than in hospital; 
team showing 
understanding; 
professionals involving 
and empowering children 
who felt appreciated) 
whereas negative aspects 
pertaining to their roles as 
mothers whilst in crisis 
(difficulty meeting child’s 
physical needs and 
maintaining boundaries; 
lack of emotional 
connectedness with 
children; children exposed 
to distressing symptoms; 
children incorporated into 
mother’s symptoms; 
children overburdened 
with care giving 
responsibilities; mother’s 
sadness at the loss of their 
parenting role to family 
members). 
Findings not fully 
representative of service users 
with children given fairly low 
participation rate. 
 
No evidence of reflexivity.  
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Children may be exposed 
to a number of risks 
despite home treatment 
meeting treatment needs 
of mother. 
 
Most criteria scored 2 apart 
from 
Reflexivity/Trustworthiness  
 
14 Johnson, Bingham, 
Billings, Pilling, 
Morant, 
Bebbington, 
McNicholas & 
Dalton (2004). 
 
Conducted in the 
UK (England). 
 
Service Setting: 
Single Crisis House 
for women and 
acute inpatient ward 
To investigate and 
compare the 
experiences of women 
admitted to a crisis 
house and to local in-
patient wards. 
Purposive sampling to 
ensure representation of a 
range of diverse views 
(e.g. inclusive of various 
ethnic groups, women with 
and  without children, 
varying sexual 
orientations, psychotic and 
non-psychotic disorders, 
first time users of mental 
health services, those with 
previous history of 
admission).  
 
30 service users from 
Crisis House; 20 service 
users admitted voluntarily 
to acute wards, the hospital 
sample.  
Qualitative study design. 
 
Discussions with service users 
from crisis house, day centre 
and users’ forum as well as 
pilot interviews (n=6). These 
discussions informed interview 
guide.  
 
Data collected via semi-
structured interviews and audio 
recordings transcribed 
verbatim.  
 
Data analysed using content 
analysis with support of 
qualitative data analysis 
package (QSR NUD*IST). 
 
Reliability and validity: 
consensus, through discussion 
amongst researchers, 
established final coding 
framework. Findings later 
presented to group of service 
users at the crisis house to 
assess validity of findings. 
Eleven themes derived. 
 
Preferences towards crisis 
house based on feeling 
staff were more available, 
environment being home-
like, admission less 
stigmatising and 
intimidating and other 
residents more supportive.  
 
Service users also reported 
feeling better informed of 
their care, more in control 
and a sense of feeling safe 
because of availability to 
talk to staff and set 
agreements with them felt 
containing. 
 
Service users from crisis 
house regarded crisis 
house in study as a 
selective service not 
appropriate for all. 
Robust methodology, 
reliability and validity 
addressed, recommendations 
for (improved) partnerships 
between CRHT teams and 
Crisis Houses. 
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All criteria scored 2 
*This is the same study however, there are two variations: the final report to the Research Capacity Building Collaboration for Wales for Nursing and Allied Health Professions (2010) and then the study published as a 
journal article within the Social Science & Medicine Journal (2012). 
**The authors published a separate article (The development of an evaluation questionnaire for the Newcastle crisis assessment and home treatment service: finding a way to include the voices of service users, 2006) 
without the data but in which more information is provided on the methodology and participants. This article was reviewed in addition but constitutes the same study. 
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PARTICIPANT INFORMATION SHEET  [Version 5. 03.09.2012] 
 
People’s understanding of crisis and ways of coping 
 
We would like to invite you to take part in our research study. The research study is 
being carried out by Ross Watson, Trainee Clinical Psychologist and is being 
supervised by Dr Andrew Vidgen (Clinical Psychologist, South Wales Doctoral 
Programme in Clinical Psychology) and Dr Ella Rafferty (Clinical Psychologist, Crisis 
Services, Cardiff and Vale UHB). The research study is interested in people’s 
understanding of their crisis experiences.  
 
Before you decide whether you would like to take part, we would like you to 
understand why the research is being carried out and what would be involved for 
you, if you were to agree to take part. We would be happy to go through this 
information sheet with you and answer any questions you may have. This would 
likely take about 10 minutes. Talking to others about the research study may also 
help you decide whether or not to take part. 
 
What is the purpose of the study? 
Little is known about people’s own understanding of crisis and their ways of coping 
with a crisis. The purpose of the research study is to gain a better understanding of 
what is happening for people at various stages of crisis, particularly: 
 
Leading up to a crisis and at the point that the crisis begins 
During the crisis 
Recovering from a crisis 
 
Why have I been invited? 
We are interested in talking to people who have had a first-hand experience of a 
crisis. You have been identified by the Crisis Resolution Home Treatment Team. In 
order to preserve your anonymity and for purposes of confidentiality, we will not be 
involved in contacting you until you have consented to take part. The Crisis 
Resolution Team that was involved in your care was informed about the research 
study and contacted you independently. We are looking to talk to up to 12 people 
about their experiences. 
 
Do I have to take part in the research study? 
It is up to you to decide if you would like to take part in the research study. 
Participation is entirely voluntary. We can go through the information sheet with you 
and provide more information about the study. If you agree to take part, we will ask 
you to sign a consent form. If you wish to take part, you are free to withdraw at any 
time without having to give a reason. This would not affect the standard of care you 
receive. 
 
What will happen to me if I take part? 
If you decide to take part, you will be invited to attend one interview, which will be 
carried out by the researcher, Ross Watson. The interview will take place either 
within a consultation room at the North or South Crisis Team base, or if you would 
prefer, at your home. It will be arranged so that it is convenient for you to attend. It is 
anticipated that the interview will last for 60 minutes. During the interview, the 
!!
researcher Ross Watson will ask you questions about your experience of crisis. If 
you decide during the interview, that you no longer wish to take part, the 
interview will be stopped and you will be free to withdraw, without having to 
give a reason.  
 
The interview will be recorded using an audio-recording device. Once the interview 
has finished, your participation at this stage will be complete. The researcher will 
then analyse the information provided by you and other participants.  
 
 
After the information has been analysed, the researcher will feed back the findings to 
staff members of the Crisis Resolution Team who have been involved in the research 
study. You do not have to take part in this discussion.  
 
We would like you to take part in a focus group (second stage), which will be set up 
for participants only, to discuss the findings.  This will be held after all of the 
interviews have been completed. You will be sent a separate consent form and an 
invitation to this second stage, giving details of where the focus group will be held 
and the time. The focus group will be held in a suitable room at one of the Crisis 
Resolution Team bases and will be looking at the themes that the researcher has 
drawn from the all of the interview transcripts. The focus group will last for 60 minutes 
and notes of the discussions will be taken. You do not have to decide now, if you 
would like to take part in this stage. You can also decide to withdraw from the focus 
group, if you initially volunteer to take part. 
 
What are the possible advantages of taking part? 
You will be contributing to an area of research where currently, there is a gap in our 
understanding about the experiences of crisis. It is hoped that client accounts will 
provide a clearer picture for clients and mental health services of what the individual 
at the centre of a crisis experiences. It is hoped that the findings will help teams 
consider how their service can then best meet the needs of their clients. 
 
The researcher intends to publish the study findings in a scientific journal. This will 
have implications for services supporting individuals in crisis, in considering how their 
service is delivered to best support the needs of people in a crisis and those 
recovering from a crisis.   
 
What are the possible disadvantages of taking part? 
Before participating, you should consider whether you would be happy to talk about 
your crisis experience. There are no known risks involved in taking part in this 
research study but if you decide to withdraw from the study, you may do so without 
reason, at any stage. Talking about your experiences of crisis may cause distress. If 
you feel distressed during any part of the interview and no longer wish to carry on 
with the interview, the interview will be stopped immediately. If at this point you felt 
that you no longer wished to take part in the study, your data would be destroyed.  
 
If you decide to take part in the focus group, talking about the themes with the other 
participants may cause distress. If you feel distressed during any part of the focus 
group you will be able to leave immediately. If at this point you feel that you no longer 
wish for your information to be included in the study, your data would be destroyed. 
 
If during the interview or focus group discussion, you feel concerned about anything, 
you would be able to contact Dr. Andrew Vidgen or Dr Ella Rafferty, to discuss this 
with them. Dr Andrew Vidgen or Dr Ella Rafferty could make himself or herself 
available to speak with you in 24 hours.  
!!
 
Will my taking part in the research study be kept confidential? 
Your participation in the research study and your interview will be kept strictly 
confidential. The results will be written up and direct quotations will be used which 
will mean that your anonymity cannot be guaranteed. However, all steps will be taken 
to preserve your anonymity. All the names of participants will be changed on the 
transcripts so that you will not be identifiable from the data and the transcripts and 
audio-recordings of the interview will both be kept within a securely locked cabinet, 
which the researcher will have sole access to. 
 
Only in the event that you disclose information that presents risk to yourself or 
others, or information about the crisis service that discloses professional 
standards, will confidentiality be broken. This is in keeping with professional 
codes of conduct and duty of care. In these circumstances, we will only inform those 
professionals whose care you currently fall under. You will be informed first of this. 
 
If you would like more information about this or if you have any concerns, please 
either contact the researcher using the details below, or you may speak with the 
member of the Crisis Resolution Team that contacted you to tell you about this study. 
 
What will you do with my answers to the interview questions? 
Participants will get the opportunity to discuss the themes drawn out from the 
interview transcripts, in a focus group and consider whether they fit with their 
experiences.  
 
The research study will be written up as a doctoral dissertation and then submitted as 
part fulfilment of the researcher’s Doctorate in Clinical Psychology. 
 
What if I have a problem with the study? 
Please either contact the researcher or the member of the Crisis Resolution Team 
that identified you as a participant, if you have concerns about any aspect of this 
research study. They will do their best to answer your questions. Contact details of 
the Dyfed Powys Research Ethics Committee can also be made available to you, if 
you wish to complain formally. These details can be obtained from the Crisis 
Resolution Team known to you. 
 
Has the study been ethically approved?  
All research in the NHS is looked at by a Research Ethics Committee, to protect your 
interests. The Dyfed Powys Research Ethics Committee has reviewed and approved 
this research study, taking into consideration the rights, safety and wellbeing of the 
participants to be involved.  
 
Further information 
If you would like any further information about the research study, please do not 
hesitate to contact the member of the Crisis Resolution Team that contacted you to 
tell you about this study. They will be able to liaise with the researcher, in providing 
more information for you. Alternatively, you may contact the researcher directly, 
either by email (Ross.Watson@wales.nhs.uk), or by contacting the South Wales 
Doctoral Programme in Clinical Psychology on 02920 870545. 
 
If you do not wish to take part in this research study, you will not be contacted again. 
Thank you for taking the time to read this information sheet.  
 
Ross Watson      
Trainee Clinical Psychologist 
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PARTICIPANT CONSENT FORM - INTERVIEW 
[VERSION 5  03.09.2012] 
 
Title of Project: People’s understanding of crisis and ways of coping 
 
(Please tick and initial the box next to each statement below) 
 
 
 I confirm that I have read and understand the information sheet    
     dated …………. (version……….) for the above psychological study. I  
     have had the opportunity to consider the information and ask  
     questions, which have been answered satisfactorily.  
 
  I understand that I am free to ask further questions, at any time and   
can contact Dr Andrew Vidgen at the South Wales Doctoral Programme in 
Clinical Psychology Training, should I wish to. 
 
 I understand that my participation in this research study is entirely voluntary 
and that I may withdraw at any point during the study, without giving a reason 
and without affecting the standard of care I receive. 
 
 I understand that my participation in this research study means that I will be 
interviewed which will take 60 minutes of my time. The interview will be audio-
taped and I understand that I can request that it is turned off at any time 
during the interview. 
 
 I understand that my information will be kept confidential, accessed only by 
the researcher. The information will be kept for 5 years before it is destroyed, 
as per policy guidelines. I understand that I can access my information and/or 
ask for it to be destroyed, at any time. 
 
 I understand that extracts from the interview transcripts will be used to include 
in the final report and that steps will be taken to ensure my anonymity. I give 
permission to include extracts from my interview transcript.  
 
 I agree to take part in the initial interview phase, of the above study. 
 
 
I, __________________________________ (NAME) consent to participate in the 
above psychological study which will be carried out by Ross Watson, South Wales 
Doctoral Programme in Clinical Psychology, Cardiff University, under the supervision 
of Dr Andrew Vidgen and Dr Ella Rafferty. 
 
 
Signed (participant): ………………………………………………………………. 
 
 
Date: ………………………………………………………………………………… 
    
1 copy for participants; 1 copy for researcher !
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REPLY SLIP - INTERVIEW 
[VERSION 1.  03.09.2012] 
 
Title of Project: People’s understanding of crisis and ways of coping 
 
(Please tick the box next to the statement below that applies to you) 
 
 
  Yes, I am interested in taking part in this study. Please contact me on  
 
  ………………………………………………………………………………. to  
            
arrange an interview. 
 
  Yes, I am interested in taking part in this study. I will contact you to arrange    
           an interview. 
 
 No, I would not like to take part in this study. 
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PARTICIPANT CONSENT FORM  - FOCUS GROUP  
[VERSION 1.  03.09.2012] 
 
Title of Project: People’s understanding of crisis and ways of coping 
 
(Please tick and initial the box next to each statement below) 
 
 
       I confirm that I have read and understand the information sheet    
     dated …………. (version……….) for the above psychological study. I  
     have had the opportunity to consider the information relating to the focus     
     group and ask questions, which have been answered satisfactorily.  
 
  I understand that I am free to ask further questions, at any time and   
can contact Dr Andrew Vidgen at the South Wales Doctoral Programme in 
Clinical Psychology Training, or Dr Ella Rafferty, should I wish to. 
 
 I understand that my participation in the focus group is entirely voluntary and 
that I may withdraw at any point during the focus group, without giving a 
reason and without affecting the standard of care I receive. 
 
 I understand that my participation in the focus group means that I will be 
involved in the group with other participants from the research study. I 
understand that the focus group will take 60 minutes of my time. Written notes 
will be taken of the discussions and I understand that I can request to see the 
notes or receive a copy of the notes taken. 
 
 I understand that any information I contribute to the focus group will be kept 
confidential, accessed only by the researcher. The information will be kept for 
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5 years before it is destroyed, as per policy guidelines. I understand that I can 
access my information and/or ask for it to be destroyed, at any time. 
 
 I understand that extracts taken from the focus group discussions may be 
used in the final report and that steps will be taken to ensure my anonymity. I 
give permission to include extracts from any contributions I make to the 
discussions within the focus group.  
 
 I agree to take part in the focus group, for the above study. 
 
 
I, __________________________________ (NAME) consent to participate in the 
focus group for the above psychological study which will be carried out by Ross 
Watson, South Wales Doctoral Programme in Clinical Psychology, Cardiff University, 
under the supervision of Dr Andrew Vidgen and Dr Ella Rafferty. 
 
 
 
Signed (participant): ………………………………………………………………. 
 
 
Date: ………………………………………………………………………………… 
 
        
1 copy for participants; 1 copy for researcher 
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REPLY SLIP   - FOCUS GROUP  
[VERSION 1.  03.09.2012] 
 
Title of Project: People’s understanding of crisis and ways of coping 
 
(Please tick the box next to the statement below that applies to you) 
 
 
  Yes, I am interested in taking part in the focus group.  
 
  No, I would not like to take part in the focus group. 
 
      
 
 !!
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People’s understanding of crisis and ways of coping   
[Version 1   03.09.12] !
 
You are invited to take part in a research study that is interested in people’s 
understanding of crisis and ways of coping. This research study is being 
carried out by Ross Watson, who is a Trainee Clinical Psychologist and is 
being supervised by Dr Andrew Vidgen (Clinical Psychologist, South Wales 
Doctoral Programme in Clinical Psychology) and Dr Ella Rafferty (Clinical 
Psychologist, Crisis Services, Cardiff and Vale UHB). 
 
The researcher is interested in talking to people who have been discharged 
from our service and have an experience of crisis, which is why you have 
been contacted. Please find enclosed an information sheet that provides 
details about the study and ways to get in touch, if you decide that you would 
like to take part. 
 
If you decide that you would like to take part, please could you complete the 
reply slip also enclosed and return this to the address given above. You will 
be able to ask any questions about the study and the details of how to do this 
are provided on the information sheet.  
 
If you decide to take part, you may either contact the researcher to organise 
an interview, or provide contact details on the reply slip for the researcher to 
contact you. You will be asked to sign a consent form at the interview, which 
the researcher will go through with you. This is to make sure that you are 
happy to take part in the study, to check that you understand the information 
given on the information sheet and to answer any further questions you may 
have about the study. 
 
If you do not wish to take part in this research study, you will not be contacted 
again and you do not need to reply to this letter. This will not affect the 
standard of care you receive. 
 
Thank you for your time 
 
 !!!!!
 
 
 
 
 
 
!!
=UU,8>:h!h:::*! ! /,)),+!7V!:89:):=):78!)7!U=+):":U=8)-!)7!=)),8>!)5,!V7".-!;+7.U!R9,+-:78!78,S!
 
People’s understanding of crisis and ways of coping   
[Version 1   03.09.12] 
   
Dear  
 
Thank you for taking part in the above psychological study. The interviews 
formed the first stage of this research study. I would like to invite you to attend 
a focus group, which forms the second stage of this study. The focus group 
will be carried out by Ross Watson, Trainee Clinical Psychologist and will be 
supervised by Dr Andrew Vidgen (Clinical Psychologist, South Wales Doctoral 
Programme in Clinical Psychology) and Dr Ella Rafferty (Clinical Psychologist, 
Crisis Services, Cardiff and Vale UHB). 
 
The focus group has been set up to provide an opportunity for participants to 
discuss the themes that have been drawn out from the interview transcripts 
and to see if the themes match with people’s experiences. The information 
sheet that was given to you when you were contacted to see if you would be 
interested in taking part in this study, has details about what is involved if you 
decide to take part in the focus group. The information sheet is enclosed with 
this letter and provides details of how to get in touch if you would like any 
further information about taking part in the focus group.   
 
It is up to you to decide if you would like to take part in the focus group and 
participation is entirely voluntary. If you do wish to take part, please could you 
return the reply slip that is enclosed with this letter. You will be asked to 
complete and sign a consent form when you arrive to attend the focus group. 
This is to make sure that you are happy to take part in the focus group. 
 
The focus group will take place on …………….at………….and will be held 
at………………                                 
The focus group will last 60 minutes. If you require directions of how to get 
to……………...  
please could you contact………………………………  
 
If you do not wish to take part in the focus group, you will not be contacted 
again and you do not need to reply to this letter. If you do not wish to take part 
in the focus group this will not affect the standard of care you receive. 
 
Thank you for your time and for taking part in the study.  
 
Kind Regards 
 
 
Ross Watson 
Trainee Clinical Psychologist 
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1st March 2013  
 
People’s understanding of crisis and ways of coping   !
Dear XXXXX, 
 
Thank you for your interest in the above psychological study and for returning 
the reply slip. If you have any questions or concerns about participating in the 
study, please do not hesitate to contact me, either by email (XXXXX) or by 
telephone (XXXXXX).  
 
I would like to offer you the following date and time to meet for the interview: 
 
XXXXXXX 
 
The interview will take place at the XXXXX, based within XXXX at the 
XXXXXXX. It is anticipated that the interview will last for 60 minutes. I will ask 
you to complete a consent form before we begin the interview and you will 
also get a chance to ask any questions or share any concerns before we start.  
 
If you require any help with directions, please contact XXXX directly on 
XXXXXX. If you are unable to attend the interview or it is inconvenient for you 
to attend, please could you contact me on XXXXX. If you wish to rearrange 
the appointment, I will then be in contact shortly. 
 
Thank you again for your interest in the study and I look forward to meeting 
with you. 
 
 
Kind Regards 
 
 
XXXXX 
Trainee Clinical Psychologist 
 
 !!!!!!!!!!
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Flowchart of Initial Participant Recruitment Phase [Version 3  
30.07.2012] 
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